
INSTRUCTIVO DEL PROCEDIMIENTO
PARA LA ATENCIÓN DE CONSULTAS,

QUEJAS Y RECLAMOS PRESENTADOS POR LOS
CONSUMIDORES FINANCIEROS Y/O BENEFICIARIOS

EN BANCO COOPNACIONAL S.A.
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[6:'=>7>;Y6:'=>'96:'CTOERW4XTQLE'V4OFOC4LQTE'J<>'$%G>7D6%#&%';6%:<9G&:I'J<>K&:'
?@6'7>;9&86:':6%b'

•! F;;>=>7' ?' 7>;$A$7' $%5678&;$H%' ;68D9>G&' :6A7>' G6=&:' 9&:' ;&7&;G>7\:G$;&:I'
;6%=$;$6%>:I'7$>:#6:'?';6:G6:'7>9&;$6%&=6:';6%'9&';6%G7&G&;$H%'=>'<%'D76=<;G6'6'
:>7N$;$6'5$%&%;$>76U'?@6'&;;>:6'&'<%':>7N$;$6'6'D7>:G&;$H%'J<>'A7$%=>'>9'E$:G>8&'
=>'E>#<7$=&='E6;$&9U'
'

•! F;;>=>7'&' 96:'D76=<;G6:I':>7N$;$6:'?@6'D7>:G&;$6%>:'J<>'657>;>%' 9&:'>%G$=&=>:'
;6%G769&=&:'D67'9&'E<D>7$%G>%=>%;$&'=>'B&%;6:I':$%'=$:;7$8$%&;$H%'%$'=$:G$%;$H%'
D67'7&^6%>:'=>'>G%$&I'7>9$#$H%I'$=>696#\&I'6D$%$H%'D69\G$;&'6'#7>8$&9I'>=&=I'#Z%>76I'
:>M6I'67$>%G&;$H%':>M<&9I'=$:;&D&;$=&=I'=$5>7>%;$&' 5\:$;&I';6%=$;$H%'>;6%H8$;&I'
:6;$&9'6';<9G<7&9I' %&;$6%&9$=&=' 6' ;6%=$;$H%'8$#7&G67$&I' =>' ;6%5678$=&=' ;6%' 96'
D7>N$:G6' >%' >9' CH=$#6' T7#"%$;6' W6%>G&7$6' ?' V$%&%;$>76I' 9&:' 7>#<9&;$6%>:'
>MD>=$=&:' D67' 9&' i<%G&' =>' !69\G$;&' ?' Q>#<9&;$H%' W6%>G&7$&' ?' V$%&%;$>7&I' 9&:'



!"#$%&'$!()*+,-*.%)',+!/!,"$)*.0%0*-0*0$,"'!1"*+,*')"#&-$0#2*
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!"#$%&'('1''
'

%678&:' >8$G$=&:' D67' 9&' E<D>7$%G>%=>%;$&' =>' B&%;6:' ?' 9&:' D69\G$;&:' =>' ;&=&'
>%G$=&=I'J<>'=>A>%'>:G&7'&;67=>:'&9'8&7;6'K<7\=$;6'N$#>%G>U'

!
•! Q>;$A$7' =>' 9&:' >%G$=&=>:' ;6%G769&=&:I' =>' &;<>7=6' ;6%' 9&' %678&G$N&' N$#>%G>I'

D76#7&8&:'=>'>=<;&;$H%' 5$%&%;$>7&'J<>' 568>%G>%' 9&';7>&;$H%' ?'=>:&776996'=>'
;&D&;$=&=>:'5$%&%;$>7&:I'>9';6%6;$8$>%G6'=>'D76=<;G6:'?':>7N$;$6:'5$%&%;$>76:I'9&'
5678&;$H%' =>' ;68D67G&8$>%G6:I' Y"A$G6:' ?' &;G$G<=>:' 5$%&%;$>7&:I' =>7>;Y6:' ?'
6A9$#&;$6%>:U' 9&:' 5<%;$6%>:' =>' 9&' E<D>7$%G>%=>%;$&' =>' B&%;6:U' >9' 769' =>' 9&:'
>%G$=&=>:' ;6%G769&=&:U' ?I' 9&' A&:>' 9>#&9' D>7G$%>%G>I' ;6%' 9&' 5$%&9$=&=' =>' J<>' >9'
;6%:<8$=67' 5$%&%;$>76' D<>=&' &=8$%$:G7&7' 7>:D6%:&A9>8>%G>' :<:' 7>;<7:6:I'
G68&7' =>;$:$6%>:' $%5678&=&:' ?' ;6%6;>7' :<:' =>7>;Y6:U' D&7&' D7686N>7' &:\' 9&'
$%;9<:$H%'5$%&%;$>7&U'

!
•! X$7$#$7'D>G$;$6%>:I'J<>K&:'6'7>;9&86:I'?'7>;$A$7'&G>%;$H%'?'7>:D<>:G&:'86G$N&=&:'

>%'96:'G$>8D6:'>:G&A9>;$=6:'>%'9&'D7>:>%G>'%678&U'
'
•! Q>;$A$7'9&'G<G>9&'=>9'X>5>%:67'=>9'C9$>%G>'?'=>'9&'E<D>7$%G>%=>%;$&'=>'B&%;6:I'>%'

>9'"8A$G6'=>':<:'7>:D>;G$N&:';68D>G>%;$&:I'D&7&'9&'D76G>;;$H%'=>':<:'=>7>;Y6:'
;6%:G$G<;$6%&9>:' ?' 9>#&9>:I' :6A7>' D76=<;G6:I' :>7N$;$6:' ?@6' D7>:G&;$6%>:' J<>'
6G67#<>%'9&:'>%G$=&=>:';6%G769&=&:U'

!
•! F;;>=>7'?'7>;$A$7'=$7>;G&8>%G>'$%5678&;$H%';9&7&I'D7>;$:&I'6D67G<%&I'&=>;<&=&I'

N&9$=&=&I' N>7&^' ?' ;68D9>G&I' 7>9&;$6%&=&' ;6%' 96:' D76=<;G6:I' :>7N$;$6:' ?'
D7>:G&;$6%>:'65>7G&=6:I'D67'D&7G>'=>'9&:'>%G$=&=>:';6%G769&=&:I'>:D>;$&98>%G>'
>%'96:'&:D>;G6:'5$%&%;$>76I'9>#&9I'6D>7&G$N6I'5$:;&9'?';68>7;$&9U'

'
•! L9>#$7';6%'D9>%&'9$A>7G&='D76=<;G6:I':>7N$;$6:'?@6'D7>:G&;$6%>:'65>7G&=6:'D67'9&:'

>%G$=&=>:';6%G769&=&:'>%'5<%;$H%'=>'96:'D7>;$6:I'G&7$5&:I'#&:G6:I';6:G6:I'&:\';686'
96:' A>%>5$;$6:' >M$:G>%G>:I' ?@6' &' :<:;7$A$7' $%:G7<8>%G6:I' :$%' :>7' D7>:$6%&=6:I'
;6&;;$6%&=6:' 6' $%=<;$=6:' 8>=$&%G>' D7";G$;&:' D76Y$A$=&:' D67' D&7G>' =>' 9&:'
>%G$=&=>:';6%G769&=&:I'>%'G7&%:#7>:$H%'=>'96:'D7$%;$D$6:'=>';68D>G>%;$&'9>&9'?'
8>K67>:'D7";G$;&:U'

'
•! LM$#$7'J<>'9&:'>%G$=&=>:';6%G769&=&:'7>:D>G>%':<'D7$N&;$=&='?'D76G>K&%':<:'=&G6:'

%6'D]A9$;6:I' 96:';<&9>:'=>A>%'<G$9$^&7:>']%$;&8>%G>'D&7&' 96:' 5$%>:'>:D>;\5$;6:I'
;6%' :<' &<G67$^&;$H%' D7>N$&' ?' >MD7>:&I' 6' :$>8D7>' J<>' 9&' 9>?' 96' D>78$G&*' C&=&'
>%G$=&=';6%G769&=&'J<>'7>]%>'7>;$A>I'D6:>>I'&98&;>%&I'G7&G&'6'8&%>K&'=&G6:'%6'
D]A9$;6:'=>'96:'CTOERW4XTQLE'V4OFOC4LQTEU'

'
•! F;;>=>7'&'96:'D76=<;G6:I':>7N$;$6:'?@6'D7>:G&;$6%>:U'

'
'
'
'
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!"#$%&'('2''
'

•! LM$#$7'J<>'96:';6%G7&G6:'=>'&=Y>:$H%I':>&%':$8D9>:I'G7&%:D&7>%G>:'?'%6';6%G>%#&%'
;9"<:<9&:'J<>'D>78$G&%'&'9&'>%G$=&=';6%G769&=&'96':$#<$>%G>b'

!! [&' N&7$&;$H%' <%$9&G>7&9' ?' %6' &;67=&=&' D7>N$&8>%G>' =>9' D7>;$6' 6' =>'
;<&9J<$>7';6%=$;$H%'=>9';6%G7&G6I';<&%=6'>996'$8D9$J<>'<%'8&?67';6:G6'
6' <%' D>7K<$;$6' &9' CTOERW4XTQ' V4OFOC4LQTI' :&9N6' =$:D6:$;$H%'
%678&G$N&'>%';6%G7&7$6U'

!! C6A7&7'G&:&:'=>'$%G>7Z:I';&7#6:'D67':>7N$;$6:'?@6'#&:G6:'D76Y$A$=6:'D67'>9'
8&7;6'K<7\=$;6'N$#>%G>U'

!! L9';6A76'=>';&7#6:'D67':>7N$;$6:I':$%'J<>':>'>:G&A9>^;&'9&'6A9$#&;$H%'=>'
D7>:G&7' ;6%:>%G$8$>%G6I' $%5678&7' D7>N$&8>%G>' 96:' ;6%;>DG6:' ?' 9&'
6D67G<%$=&='>%'J<>'7>:<9G>%'>M$#$A9>:U'

!! [&'7>:69<;$H%'<%$9&G>7&9'=>9';6%G7&G6I':<:D>%=>7':<'>K>;<;$H%'6'7>N6;&7'
;<&9J<$>7'=>7>;Y6'=>9'CTOERW4XTQ'V4OFOC4LQT'%&;$=6'=>9';6%G7&G6I'
>M;>DG6' ;<&%=6' G&9' 7>:69<;$H%' 6' 86=$5$;&;$H%' >:GZ' ;6%=$;$6%&=&' &9'
$%;<8D9$8$>%G6'$8D<G&A9>'&9'CTOERW4XTQ'V4OFOC4LQTU'

!! 4%;9<$7'>:D&;$6:'>%'A9&%;6'6'G>MG6:'$9>#$A9>:U'
!! C&8A$&7' 96:' GZ78$%6:' ?' ;6%=$;$6%>:' =>' 96:' :>7N$;$6:' 6' D76=<;G6:'

65>7G&=6:':$%'J<>':>'Y&?&';68<%$;&=6'D7>N$&8>%G>'=>'>:G6:';&8A$6:'&9'
CTOERW4XTQ'V4OFOC4LQT'?'Z:G>'96:'Y<A$>7>'&;>DG&=6U'?I'

!! C<&9J<$>7'6G7&';9"<:<9&'J<>':>'>%G$>%=&';686';6%G7&7$&'&'96:'=>7>;Y6:'
=>' 96:' CTOERW4XTQLE' V4OFOC4LQTEI' :>#]%' 96' >:G&A9>;$=6' >%' 9&'
D7>:>%G>'%678&G$N&'?'>%'>9'8&7;6'K<7\=$;6'N$#>%G>*'

'
•! Q>;$A$7'D76=<;G6:'?':>7N$;$6:'5$%&%;$>76:';6%'>:G"%=&7>:'=>';&9$=&='?':>#<7$=&=U'
'

•! F;;>=>7' 9$A7>8>%G>' &' :<' $%5678&;$H%' D>7:6%&9' ?' 5$%&%;$>7&' J<>' 7>D6:&' >%' 9&'
>%G$=&=' ;6%G769&=&I' 9&' ;<&9' =>A>' :>7' G7&G&=&' =>' &;<>7=6' ;6%' 96:' :$#<$>%G>:'
D&7"8>G76:b'

!! j<>' :>' #&7&%G$;>' 9&' ;6%5$=>%;$&9$=&=' ?' 9&' D7$N&;$=&=' :6A7>' :<:' =&G6:'
;686'CTOERW4XTQ'V4OFOC4LQTI'>%' 96:' GZ78$%6:'J<>'>:G&A9>;>%' 9&:'
%678&:'N$#>%G>:U'

!! j<>' :<:' =&G6:' :>&%' 7>;6D$9&=6:I' D7>N$&' &<G67$^&;$H%' >MD7>:&I' ;6%' 9&'
5$%&9$=&='=>G>78$%&=&'?'D7>N$:G&'>%'>9'8&7;6' K<7\=$;6'N$#>%G>I'D&7&' 9&'
6AG>%;$H%'=>':<'Y$:G67$&9';7>=$G$;$6U'?I'

!! j<>' :>' >%G$>%=&' J<>' >M$:G>' &<G67$^&;$H%' >MD7>:&' =>' :<' D&7G>' D&7&' 9&'
7>;6D$9&;$H%'=>'9&'$%5678&;$H%I'>%'96:':$#<$>%G>:';&:6:b'

"! C<&%=6' Y&' :$=6' 6G67#&=&' 9$A7>8>%G>' A&K6' :<' &<G67$^&;$H%' ?'
;6%:>%G$8$>%G6U'

"! C<&%=6'>:'>:D>;\5$;&'?':>'7>5$>7>'&'9&'=>G>78$%&;$H%';6%;7>G&'=>'
96:'8>=$6:'?'5$%>:'=>':<'7>;69>;;$H%'?'G7&G&8$>%G6U'

"! C<&%=6' :>' 9>' Y&' $%5678&=6' :6A7>' 9&:' $8D9$;&;$6%>:' =>' 9&'
&<G67$^&;$H%'>%';<8D9$8$>%G6'=>9'D7$%;$D$6'=>'G7&%:D&7>%;$&U'
'
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6!"0"'!,%)#*57)*8,",6!'!0%!)#*,"*80"')*'))."0'!)"0-*#909*

!"#$%&'('3''
'

"! E$' %6' :>' D7>:>%G&%' =<=&:' :6A7>' >9' &9;&%;>' =>' 9&' &<G67$^&;$H%'
6G67#&=&U'

"! C<&%=6' :>' 9&' Y&?&' =&=6' ;6%' &%G>7$67$=&=' &' :<' 7>;6D$9&;$H%' ?'
G7&G&8$>%G6I'?&':>&'>%'>9'868>%G6'8$:86'=>'9&'7>;69>;;$H%'=>9'
=&G6I' 6' ;<&%=6' :>' 6AG$>%>' =$7>;G&8>%G>' =>9' G$G<9&7U' ?I'
>M;>D;$6%&98>%G>I' =>' 5678&' D6:G>7$67' ;<&%=6' 96:' =&G6:'
D>7:6%&9>:'%6':>'6AG<N$>7>%'=>'5678&'=$7>;G&U'?I'

"! C<&%=6':>'D<>=&'=>86:G7&7'J<>'>9'G$G<9&7'8&%$5>:GH':<'N69<%G&='
&' G7&NZ:' =>' <%&' =>;9&7&;$H%' 6' &;;$H%' ;9&7&I' &5$78&G$N&' 6' :>'
=>=<^;&'=>'<%&'&;;$H%'=>9'G$G<9&7*'

!! j<>' :<' &<G67$^&;$H%' :>&' 7>N6;&=&I' &' :<' :69&' ?' >MD7>:&' :69$;$G<=' D67'
>:;7$G6I';6%';>9>7$=&=I'>5$;&;$&'?'#7&G<$=&=U'

!! j<>':<:'=&G6:'D>7:6%&9>:':>&%'G7&G&=6:'D67'9&:'>%G$=&=>:'5$%&%;$>7&:'?'
9&:'5<>%G>:'=>'$%5678&;$H%I'96:'D7>:G&=67>:'=>9':>7N$;$6'=>'7>5>7>%;$&:'
;7>=$G$;$&:' ?' 96:' ;9$>%G>:I' ;6%' >:G7$;G6' &D>#6' ?' ;<8D9$8$>%G6' &' 96:'
D7$%;$D$6:I'=>7>;Y6:'?'6A9$#&;$6%>:'>:G&A9>;$=&:'>%'9&'C6%:G$G<;$H%'=>'9&'
Q>D]A9$;&I'96:'$%:G7<8>%G6:'$%G>7%&;$6%&9>:I'9&'9>?I'?'=>8":'%678&G$N&U'

!! j<>' =$;Y6' G7&G&8$>%G6' :>&' &;67=>' ;6%' 9&' 5$%&9$=&=' D67' 9&' ;<&9' 5<>'
7>;69>;G&=&'9&'$%5678&;$H%'D>7:6%&9U'

!! j<>':<:'=&G6:'D>7:6%&9>:':>&%'G7&G&=6:';6%'G&9';&7";G>7I'?'J<>'%6':>&%'
G7&%:5>7$=6:I';>=$=6:I'N>%=$=6:I';68<%$;&=6:'6'>%G7>#&=6:'&' G>7;>76:'
D67';<&9J<$>7'8>=$6I'D&7&'<%' 5$%'=$:G$%G6'=>'&J<>9'D&7&'>9'J<>' 5<>76%'
7>;6D$9&=6:U'

!! C6%6;>7'9&'5678&'>%'J<>':>'&:>#<7&%I':>'G7&G&%I':>'G7&%:5$>7>%'>%'&;G6:'
&<G67$^&=6:'D67'9&:'%678&:'?';68<%$;&%':<:'=&G6:U'

!! j<>':<:'=&G6:'D>7:6%&9>:':>&%'>M&;G6:I' \%G>#76:I'D7>;$:6:I';68D9>G6:I'
;68D76A&A9>:'?';9&76:I'=>'G&9'8&%>7&'J<>'%6':>'&9G>7>':<'N>7&;$=&=U'

!! j<>':<:'=&G6:':>&%';6%:>7N&=6:']%$;&8>%G>'D67'>9'G$>8D6'D7>N$:G6'>%'9&'
[>?U'

!! C6%6;>7'?'&;;>=>7'&'G6=&':<'$%5678&;$H%'J<>';6%:G&'>%'9&'A&:>'=>'=&G6:I'
:$%'%>;>:$=&='=>' K<:G$5$;&;$H%'&9#<%&U'=>' 5678&' $77>:G7$;G&'?' G6G&98>%G>'
#7&G<$G&U'

!! Q>;$A$7' :<:' =&G6:' D>7:6%&9>:' >%' <%' 5678&G6' ;68D&G$A9>I' &;G<&9$^&=6I'
>:G7<;G<7&=6I';68]%I'$%G>76D>7&A9>'?'8>;"%$;6U'?'

!! C6%6;>7'?'&;;>=>7'&' G6=&' 9&' $%5678&;$H%'D>7:6%&9' 7>9&;$6%&=&';6%' 9&:'
6D>7&;$6%>:' >5>;G<&=&:' D67' 96:' CTOERW4XTQLE' V4OFOC4LQTEI' :6A7>'
96:'=>DH:$G6:I';7Z=$G6:I'G&7K>G&:'=>';7Z=$G6I'$%G>7>:>:I'G&:&:'?'96:'D76D$6:'
=>' 9&' &;G$N$=&=' 5$%&%;$>7&U' &:\' ;686' #7&A&;$6%>:' =>' &<=$6' 6' N$=>6I'
=6;<8>%G6:' ;6%G&A9>:' J<>' =>A>%' :>7' ;6%:>7N&=6:' D67' 9&:' >%G$=&=>:'
;6%G769&=&:' >%' 96:' G$>8D6:' ?' ;6%=$;$6%>:' >:G&A9>;$=&:' >%' 9&' [>?*' L:&'
$%5678&;$H%':>7"'>%G7>#&=&'&'96:'CTOERW4XTQLE'V4OFOC4LQTE';<&%=6'
Z:G6:'9&'7>J<$>7&%'>%'<%'D9&^6'%6'8&?67'&').'=\&:'=>:=>'J<>':>'7>&9$^H'
9&' D>G$;$H%*' [&' %>#&G$N&' 6' >%G7>#&' $%;68D9>G&' =>' 9&' $%5678&;$H%' Y&7"'
D7>:<8$7' ;686' ;$>7G6:' 96:' 5<%=&8>%G6:' &9>#&=6:' D67' 96:'
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!"#$%&'('/''
'

CTOERW4XTQLE'V4OFOC4LQTE'J<>'Y&%'D7>:>%G&=6'<%&';6%:<9G&I'J<>K&'
6'7>;9&86*'

'
•! Q>;$A$7'D76G>;;$H%'?'&'=>8&%=&7'=>'9&'E<D>7$%G>%=>%;$&'=>'B&%;6:'6'=>'6G7&:'

$%:G&%;$&:' &=8$%$:G7&G$N&:' 6' K<=$;$&9>:' D>7G$%>%G>:I' 9&' &=6D;$H%' =>' 8>=$=&:'
>5>;G$N&:'J<>'#&7&%G$;>%'9&':>#<7$=&='=>'9&:'6D>7&;$6%>:'5$%&%;$>7&:U'

!
•! LM$#$7' J<>' :>' #&7&%G$;>' 9&' D7>:>7N&;$H%' =>' :<:' =>DH:$G6:' ;686' =>' 96:'

CTOERW4XTQLE'V4OFOC4LQTEI'>N$G&%=6'57&<=>:'$%5678"G$;6:'6'%6'$%5678"G$;6:U'
?'J<>I' :$' 9&:' >%G$=&=>:' ;6%G769&=&:'>%G7>#&7>%'=$%>76'=>' 96:'CTOERW4XTQLE'
V4OFOC4LQTE'&'G7&NZ:'=>'6D>7&;$6%>:'57&<=<9>%G&:I'&:<8$7"%'9&'7>:D6%:&A$9$=&='
D>;<%$&7$&U'

'
•! LM$#$7'&'9&:'>%G$=&=>:';6%G769&=&:'J<>'9&'D7>:G&;$H%'=>'D76=<;G6:I':>7N$;$6:'?@6'
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*
*
*
*



!"#$%&'$!()*+,-*.%)',+!/!,"$)*.0%0*-0*0$,"'!1"*+,*')"#&-$0#2*
3&,40#*5*%,'-0/)#*.%,#,"$0+)#*.)%*-)#*')"#&/!+)%,#*

6!"0"'!,%)#*57)*8,",6!'!0%!)#*,"*80"')*'))."0'!)"0-*#909*

!"#$%&'(')-''
'

PP9! #PYPS*bMVU*ccc*A&%;6;66D%&;$6%&9*;68*
)*! L9'CTOERW4XTQ'V4OFOC4LQTI'$%#7>:&'&9'5678<9&7$6'N$7G<&9'D&7&'

;6%:<9G&:I'J<>K&:'?@6'7>;9&86:I'>9';<&9'=>A>'7>#$:G7&7'&9'8>%6:'
96:':$#<$>%G>:'=&G6:b'*

#! O68A7>';68D9>G6'6'Q&^H%'E6;$&9U'
#! CZ=<9&'=>'4=>%G$=&=I'!&:&D67G>'6'Q*R*C*U'
#! P>9Z56%6' 8HN$9' ?@6' ;677>6' >9>;G7H%$;6' D&7&'

%6G$5$;&;$6%>:U'
#! X>:;7$D;$H%' 6' &7#<8>%G6' =>' 9&' ;6%:<9G&I' J<>K&' ?@6'

7>;9&86U'?I'
'

L9'LK>;<G$N6'B&%;&7$6'=>9'BFOCTI'7>&9$^&7"'96:':$#<$>%G>:'D76;>:6:b'
+*! 4=>%G$5$;&7'D9>%&8>%G>'&9'CTOERW4XTQ'V4OFOC4LQTU'
,*! Q>N$:&7' 9&'=6;<8>%G&;$H%'=>' 9&' ;6%:<9G&I' J<>K&'6' 7>;9&86' :>'

>%;<>%G7>';68D9>G&'D&7&':>7'$%#7>:&=&'&'G7"8$G>'_=>D>%=$>%=6'
=>9';&:6`U'

-*! 4%#7>:6'=>9'G7"8$G>'>%'>9':$:G>8&U'
.*! l>%>7&;$H%'=>9'G7"8$G>U'?I'
1*! L%N\6'=>'9&'7&^H%'=>'7>;>D;$H%'=>9'G7"8$G>'&9'>e8&$9'6'8>=$&%G>'

<%' 8>%:&K>' =>' G>MG6' &9' %]8>76' 8HN$9' 7>#$:G7&=6' D&7&'
%6G$5$;&;$6%>:*'

*
PPP9! 'KWW* 'MNYMRU' 8&7;&%=6' 96:' :$#<$>%G>:' %]8>76:' G>9>5H%$;6:b' _0-`' e,20'

/3+0'@')200'e++1'++1*
)*! L9' LK>;<G$N6' B&%;&7$6I' 7>;$A>' 9&' 99&8&=&' G>9>5H%$;&' =>9'

CTOERW4XTQ' V4OFOC4LQTI' D&7&' ;6%:<9G&:I' J<>K&:' ?@6'
7>;9&86:I'>9';<&9'=>A>'8>%;$6%&7'&9'8>%6:'96:':$#<$>%G>:'D&:6:b'*

#! CZ=<9&'=>'4=>%G$=&=I'!&:&D67G>'6'Q*R*C*U'
#! O68A7>';68D9>G6'6'Q&^H%'E6;$&9U'
#! WZG6=6:' =>' F<G>%G$;&;$H%' _D7>#<%G&:' D&7&' N>7$5$;&7'

J<>':>&'>9';9$>%G>'=>D>%=$>%=6'=>9';&:6`U'
#! P>9Z56%6' 8HN$9' ?@6' ;677>6' >9>;G7H%$;6' D&7&'

%6G$5$;&;$6%>:U'?I'
#! X>:;7$D;$H%' 6' &7#<8>%G6' =>' 9&' ;6%:<9G&I' J<>K&' ?@6'

7>;9&86' _>%' ;&:6' =>' G>%>7' =6;<8>%G6:' ;686'
:<:G>%G6I':>'$%=$;&7"'J<>'96'>%N\>'D67'>e8&$9`*'
'

L9'LK>;<G$N6'B&%;&7$6'=>9'BFOCTI'7>&9$^&7"'96:':$#<$>%G>:'D76;>:6:b'
+*! 4=>%G$5$;&7'D9>%&8>%G>'&9'CTOERW4XTQ'V4OFOC4LQTU'
,*! Q>N$:&7' 9&'=6;<8>%G&;$H%'=>' 9&' ;6%:<9G&I' J<>K&'6' 7>;9&86' :>'

>%;<>%G7>';68D9>G&'D&7&':>7'$%#7>:&=&'&'G7"8$G>'_=>D>%=$>%=6'
=>9';&:6`U'

-*! 4%#7>:6'=>9'G7"8$G>'>%'>9':$:G>8&U'
.*! l>%>7&;$H%'=>9'G7"8$G>U'
1*! L%N\6'=>'9&'7&^H%'=>'7>;>D;$H%'=>9'G7"8$G>'&9'>e8&$9'6'8>=$&%G>'

<%' 8>%:&K>' =>' G>MG6' &9' %]8>76' 8HN$9' 7>#$:G7&=6' D&7&'
%6G$5$;&;$6%>:*'



!"#$%&'$!()*+,-*.%)',+!/!,"$)*.0%0*-0*0$,"'!1"*+,*')"#&-$0#2*
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6!"0"'!,%)#*57)*8,",6!'!0%!)#*,"*80"')*'))."0'!)"0-*#909*

!"#$%&'(').''
'

'
P]9! (PXMSQSNOMRMNQPKU'W>=$&%G>'f668I'gY&G:&DD'<'TG76:'

)*! L9' LK>;<G$N6' B&%;&7$6I' 7>;$A>' 9&' 99&8&=&' G>9>5H%$;&' =>9'
CTOERW4XTQ' V4OFOC4LQTI' D&7&' ;6%:<9G&:I' J<>K&:' ?@6'
7>;9&86:I'>9';<&9'=>A>'8>%;$6%&7'&9'8>%6:'96:':$#<$>%G>:'D&:6:b'*

#! CZ=<9&'=>'4=>%G$=&=I'!&:&D67G>'6'Q*R*C*U'
#! O68A7>';68D9>G6'6'Q&^H%'E6;$&9U'
#! WZG6=6:' =>' F<G>%G$;&;$H%' _D7>#<%G&:' D&7&' N>7$5$;&7'

J<>':>&'>9';9$>%G>'=>D>%=$>%=6'=>9';&:6`U'
#! P>9Z56%6' 8HN$9' ?@6' ;677>6' >9>;G7H%$;6' D&7&'

%6G$5$;&;$6%>:U'?I'
#! X>:;7$D;$H%' 6' &7#<8>%G6' =>' 9&' ;6%:<9G&I' J<>K&' ?@6'

7>;9&86' _>%' ;&:6' =>' G>%>7' =6;<8>%G6:' ;686'
:<:G>%G6I':>'$%=$;&7"'J<>'96'>%N\>'D67'>e8&$9`*'
'

L9'LK>;<G$N6'B&%;&7$6'=>9'BFOCT'=>D>%=$>%=6'=>9';&:6I'7>&9$^&7"'9&'
;667=$%&;$H%'D&7&'9&'N$=>6;6%5>7>%;$&'D67'f668I'gY&G:&DD'<'TG76:'
9&:':$#<$>%G>:'&;;$6%>:b'
+*! C7>&7'9&:';7>=>%;$&9>:b'4X'?'C6%G7&:>k&'_=>D>%=$>%=6'=>9';&:6`U'
,*! L%N$&7'96:'=&G6:b'V>;Y&I'h67&I'4X'=>'9&'7><%$H%'?'C6%G7&:>k&'&9'

;677>6' >9>;G7H%$;6' ?@6' G>9Z56%6' 8HN$9' 7>#$:G7&=6' D&7&'
%6G$5$;&;$6%>:U'

-*! W&%G>%>7' >%;>%=$=&' 9&' ;"8&7&' ?' &<=$6' =<7&%G>' 9&'
N$=>6;6%5>7>%;$&U'

.*! 4=>%G$5$;&7'D9>%&8>%G>'&9'CTOERW4XTQ'V4OFOC4LQTU'
1*! Q>N$:&7' 9&'=6;<8>%G&;$H%'=>' 9&' ;6%:<9G&I' J<>K&'6' 7>;9&86' :>'

>%;<>%G7>';68D9>G&'D&7&':>7'$%#7>:&=&'&'G7"8$G>'_=>D>%=$>%=6'
=>9';&:6`U'

2*! 4%#7>:&'>9'G7"8$G>'>%'>9':$:G>8&U'
3*! l>%>7&;$H%'=>9'G7"8$G>U'
/*! L%N\6'=>'9&'7&^H%'=>'7>;>D;$H%'=>9'G7"8$G>'&9'>e8&$9'6'8>=$&%G>'

<%' 8>%:&K>' =>' G>MG6' &9' %]8>76' 8HN$9' 7>#$:G7&=6' D&7&'
%6G$5$;&;$6%>:*'

*

*

*

*

*

*

*
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6!"0"'!,%)#*57)*8,",6!'!0%!)#*,"*80"')*'))."0'!)"0-*#909*

!"#$%&'(')1''
'

)7*!$4/H/+&0&'/'( @( $&%68"( %#( 0/( 2%3$&<#( '%( /$%#!&<#( '%( !"#3=0$/3>(
?=%,/3(@A"(4%!0/6"3('%(0"3(!"#3=6&'"4%3(C&#/#!&%4"3(

)-*)! !&7&'9&'#>:G$H%''=>''9&:'';6%:<9G&:I'J<>K&:''?@6''7>;9&86:'SRP\PNKXST*XMNYRS*XMW*YMRRPYSRPS**'
NKQPSNKWI' :>' =>:&77699&7"%' =>' &;<>7=6' &' 9&:' >G&D&:I' ;6%' :<' G$>8D6' &D76M$8&=6' =>'
=<7&;$H%b'
'

KL! %MQMcQPaN*XM*WK*!NOSR[KQPaNU'!&7&'96:';&:6:'=>'D7>:>%G&;$H%'=>';6%:<9G&:I'
J<>K&:'?@6'7>;9&86:'D67';677>6'>9>;G7H%$;6'6';<&9J<$>7'6G76'8>=$6I'9&'7&^H%'
=>'7>;>D;$H%':>'>8$G$7"'>%'<%'D9&^6'=>')'=\&*''
'

VL! %M]PTPaN* XMW* $Rd[PYMU' :>' N>7$5$;&' J<>' 9&' $%5678&;$H%' ?' 9&' =6;<8>%G&;$H%'
_=>D>%=$>%=6'=>9';&:6`'>:GZ';677>;G&'D&7&'D76;>=>7';6%'>9'G7"8$G>*'!9&^6b'
Y&:G&')'=\&*'
E$'%6';<8D9>';6%'96:'7>J<$:$G6:':>'%6G$5$;&7"'&9'CTOERW4XTQ'V4OFOC4LQT'
D&7&'J<>':<A:&%>'?'=>'%6'7>&9$^&796':>'D76;>=>7"'&':<'7>:D>;G$N6'&7;Y$N6*'
!9&^6b'Y&:G&'+'=\&:';6%G&=6:'&'D&7G$7'=>'9&'%6G$5$;&;$H%*'
'
L:' $8D67G&%G>' 7>;&9;&7' J<>' >9' D9&^6' =>:;7$G6' >%' >9' %<8>7&9' -*,' =>' 9&:'
X$:D6:$;$6%>:'l>%>7&9>:'=>9'D7>:>%G>'4OEPQRCP4STI'>8D$>^&'&'G7&%:;<77$7'
=>:=>' >9' 868>%G6' J<>' >9' CTOERW4XTQ' V4OFOC4LQT' ;68D9>G&' G6=&' 9&'
$%5678&;$H%'?@6'=6;<8>%G&;$H%*'
'

QL! 0NdWPTPT* XMW* $Rd[PYMU' 9<>#6' J<>' :>' G>%#&' G6=&' 9&' $%5678&;$H%' ?'
=6;<8>%G&;$H%':>';6%;7>G&'9&:'&;;$6%>:'&':>#<$7'>%';6%K<%G6';6%'9&:'"7>&:'
7>:D>;G$N&:*'!9&^6b'Y&:G&'-'=\&:*'
'

XL! 6SR[KQPaN*XMW*,fcMXPMNYMU':>'7>]%>'G6=&'9&'$%5678&;$H%'?'=6;<8>%G&;$H%'
?':>'=>:&77699&'>9'A677&=67'=>'9&'7>:D<>:G&I';6%G>:G&;$H%'6'7>:69<;$H%*'!9&^6b'
Y&:G&','=\&:*'
'

ML! 'SNYMTYKQPaN*S*%MTSWZQPaN*XMW*$Rd[PYMU':>'>8$G>'9&'7>:D<>:G&I';6%G>:G&;$H%'
6'7>:69<;$H%'=>5$%$G$N&';6%'96:'7>:D>;G$N6:'=>:;&7#6:b'!9&^6b'Y&:G&'+'=\&:*'
'

OL! "SYPOPQKQPaN* KW* ')"#&/!+)%* 6!"0"'!,%)U' :>' >%N\&' 9&' %6G$5$;&;$H%' &9'
CTOERW4XTQ'V4OFOC4LQT'=>'&;<>7=6'&' 96'J<>'8&%G>%#&' 7>#$:G7&=6'>%'
%<>:G76':$:G>8&'D&7&'%6G$5$;&;$6%>:*'!9&^6b'Y&:G&'+'=\&:*'

[&:' %6G$5$;&;$6%>:' :>' 7>&9$^&7"%' =>' &;<>7=6' &' 96:' =&G6:' J<>' Y&?&' ;6%:$#%&=6' >9'
CTOERW4XTQ'V4OFOC4LQT'>%':<';6%:<9G&I'J<>K&'?@6'7>;9&86*''

'

'

'

'

'



!"#$%&'$!()*+,-*.%)',+!/!,"$)*.0%0*-0*0$,"'!1"*+,*')"#&-$0#2*
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6!"0"'!,%)#*57)*8,",6!'!0%!)#*,"*80"')*'))."0'!)"0-*#909*

!"#$%&'(')2''
'

)-*+! !&7&''9&''#>:G$H%''=>''9&:'';6%:<9G&:I''J<>K&:''?@6''7>;9&86:''D76=<;$=6:''D67''ScMRKQPSNMT*'
RMWKQPSNKXKT* QSN* YRKNTKQQPSNMT* PNYMRNKQPSNKWMTI' :>' =>:&77699&7"%' =>' &;<>7=6' &' 9&:'
>G&D&:I';6%':<'G$>8D6'&D76M$8&=6'=>'=<7&;$H%b'
'

KL! %MQMcQPaN*XM*WK*!NOSR[KQPaNU'!&7&'96:';&:6:'=>'D7>:>%G&;$H%'=>';6%:<9G&:I'
J<>K&:'?@6'7>;9&86:'D67';677>6'>9>;G7H%$;6'6';<&9J<$>7'6G76'8>=$6I'9&'7&^H%'
=>'7>;>D;$H%':>'>8$G$7"'>%'<%'D9&^6'=>')'=\&*''
'

VL! %M]PTPaN* XMW* $Rd[PYMU' :>' N>7$5$;&' J<>' 9&' $%5678&;$H%' ?' 9&' =6;<8>%G&;$H%'
_=>D>%=$>%=6'=>9';&:6`'>:GZ';677>;G&'D&7&'D76;>=>7';6%'>9'G7"8$G>*'!9&^6b'
Y&:G&'2'=\&:*'
E$'%6';<8D9>';6%'96:'7>J<$:$G6:':>'%6G$5$;&7"'&9'CTOERW4XTQ'V4OFOC4LQT'
D&7&'J<>':<A:&%>'?'=>'%6'7>&9$^&796':>'D76;>=>7"'&':<'7>:D>;G$N6'&7;Y$N6*'
!9&^6b'Y&:G&'.'=\&:';6%G&=6:'&'D&7G$7'=>'9&'%6G$5$;&;$H%*'
'
L:' $8D67G&%G>' 7>;&9;&7' J<>' >9' D9&^6' =>:;7$G6' >%' >9' %<8>7&9' -*,' =>' 9&:'
X$:D6:$;$6%>:'l>%>7&9>:'=>9'D7>:>%G>'4OEPQRCP4STI'>8D$>^&'&'G7&%:;<77$7'
=>:=>' >9' 868>%G6' J<>' >9' CTOERW4XTQ' V4OFOC4LQT' ;68D9>G&' G6=&' 9&'
$%5678&;$H%'?@6'=6;<8>%G&;$H%*'
'

QL! 0NdWPTPT* XMW* $Rd[PYMU' 9<>#6' J<>' :>' G>%#&' G6=&' 9&' $%5678&;$H%' ?'
=6;<8>%G&;$H%':>';6%;7>G&'9&:'&;;$6%>:'&':>#<$7'>%';6%K<%G6';6%'9&:'"7>&:'
7>:D>;G$N&:*'!9&^6b'Y&:G&').'=\&:'
'

XL! 6SR[KQPaN*XMW*,fcMXPMNYMU':>'7>]%>'G6=&'9&'$%5678&;$H%'?'=6;<8>%G&;$H%'
?':>'=>:&77699&'>9'A677&=67'=>'9&'7>:D<>:G&I';6%G>:G&;$H%'6'7>:69<;$H%*'!9&^6b'
Y&:G&').'=\&:*'
'

ML! 'SNYMTYKQPaN*S*%MTSWZQPaN*XMW*$Rd[PYMU':>'>8$G>'9&'7>:D<>:G&I';6%G>:G&;$H%'
6'7>:69<;$H%'=>5$%$G$N&';6%'96:'7>:D>;G$N6:'=>:;&7#6:b'!9&^6b'Y&:G&')0'=\&:U'?I'
'

OL! "SYPOPQKQPaN* KW* ')"#&/!+)%* 6!"0"'!,%)U' :>' >%N\&' 9&' %6G$5$;&;$H%' &9'
CTOERW4XTQ'V4OFOC4LQT'=>'&;<>7=6'&' 96'J<>'8&%G>%#&' 7>#$:G7&=6'>%'
%<>:G76':$:G>8&'D&7&'%6G$5$;&;$6%>:*'!9&^6b'Y&:G&'.'=\&:*'

[&:' %6G$5$;&;$6%>:' :>' 7>&9$^&7"%' =>' &;<>7=6' &' 96:' =&G6:' J<>' Y&?&' ;6%:$#%&=6' >9'
CTOERW4XTQ'V4OFOC4LQT'>%':<';6%:<9G&I'J<>K&'?@6'7>;9&86*''

'

)9*!6/#%,"('%0(%I8%'&%#$%(CJ3&!"(@('&2&$/0(
!&7&' >9' 8&%>K6' =>9' >MD>=$>%G>' 5\:$;6' ?' =$#$G&9I' >9' LK>;<G$N6' B&%;&7$6' =>A>7"' 7>N$:&7' >9'
!"#$%&'('%)*#+&%+,"$-'.#+&%+/#$0(%)*#1+&%+,*%)$'2)+&%+3#)104*516+70%851+9:#+;%$45(#1*'

'
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!"#$%&'(')3''
'

):*!6%!/#&36"('%(3%2=&6&%#$"('%(!"#3=0$/3>(?=%,/3(@A"(4%!0/6"3(
[6:'CTOERW4XTQLE'V4OFOC4LQTE'D6=7"%'7>&9$^&7':<':>#<$8$>%G6'&'9&:';6%:<9G&:I'J<>K&:'
?@6' 7>;9&86:'8>=$&%G>' ;677>6'>9>;G7H%$;6I' &' G7&NZ:'=>'%<>:G76'C&99'C>%G>7'6'=>'8&%>7&'
D7>:>%;$&9'>%';<&9J<$>7&'=>'%<>:G7&:'65$;$%&:'>%'>9'a7>&'=>'EFC*'

F%G>' ;<&9J<$>7'86=$5$;&;$H%'6' &;G<&9$^&;$H%'=>9'8>;&%$:86'D67'>9' ;<&9' >9' CTOERW4XTQ'
V4OFOC4LQT' 7>&9$;>' >9' :>#<$8$>%G6I' :>7"' ;68<%$;&=6' 6D67G<%&8>%G>' 8>=$&%G>' ;677>6'
>9>;G7H%$;6' 7>#$:G7&=6' ;686' %6G$5$;&;$H%' ?' >%' >9' c>A' :$G>' <' 6G76'8>=$6' =>5$%$=6' D67' >9'
BFOCT*'

'

)B*!6%!/#&36"('%(%-/0=/!&<#('%0(3%4-&!&"(84%3$/'"(
L9' BFOCT' 7>&9$^&7"' >N&9<&;$6%>:' ;6%' 7>:D>;G6' &' 96:' G$D6:' =>' :>7N$;$6:' D7>:G&=6:b' &`'
LN&9<&;$H%' =>9' O$N>9' =>' E&G$:5&;;$H%' =>' 96:' E>7N$;$6:' T57>;$=6:U' ?I' A`' LN&9<&;$H%' =>'
E&G$:5&;;$H%' &' 96:' CTOERW4XTQLE' V4OFOC4LQTE' J<>' D7>:>%G&%' ;6%:<9G&:I' J<>K&:' ?@6'
7>;9&86:*'

C6%'7>:D>;G6'&9'9$G>7&9'&`I':>'7>&9$^&7"%'>%;<>:G&:'8>=$&%G>';677>6'>9>;G7H%$;6'<'6G76'8>=$6'
J<>' &%&9$;>%' >9' %$N>9' =>' :&G$:5&;;$H%' =>' 96:' CTOERW4XTQLE' V4OFOC4LQTEI' >%' &:D>;G6:'
7>9>N&%G>:';686b'&G>%;$H%'>%'9&:'65$;$%&:I'&#$9$=&='>%'96:'G7"8$G>:I'9&'$%5678&;$H%'7>;$A$=&I'
?'9&';&9$=&='=>9'D76=<;G6'6':>7N$;$6'657>;$=6*'E>'=>:&77699&7"'>%'C&8D&k&:'P7$8>:G7&9>:*'
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